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DEPARTMENT  OF  DEFENSE 
agency:  Department  of  Defense. 
action:  Draft  Consumer  Program. 

DATE:  Comments  must  be  received  by  April  4, 1980. 
ADDRESS:  Comments  should  be  addressed  to 
Honorable  Robert  B.  Pirie,  Assistant  Secretary  of 
Defense  (Manpower,  Reserve  Affairs  and  Logistics), 
The  Pentagon,  Room  3E808,  Washington,  D.C.  20301, 
FOR  FURTHER  INFORMATION  CONTACT:  Ms.  Barbara 
Schoenberger,  (202)  697-9525. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

Objective 

The  central  objective  of  the  Department  of  Defense 
in  consumer  affairs  is  to  ensure  that  the  needs  and 
interests  of  consumers  are  adequately  considered  and 
addressed  in  the  formulation  of  Defense  policies. 
Participation  by  consumers  is  fundamental  to  this  aim. 
Although  the  Department  and  each  of  its  components 
have  programs  in  being,  each  of  these  programs  will  be 
upgraded  with  the  objective  being  active  advocacy  on 
the  part  of  all  American  consumers  as  well  as  the 
Department’s  military  and  civilian  employees. 
Emphasis  will  be  focused  on  the  interests  of  the 
individual  citizen  as  well  as  organized  state  and  local 
consumer  protection  groups.  Thus,  the  upgraded 
programs  will  be  designed  to  increase  overall  public 
awareness  of  planned  defense  activities,  changes  in 
defense  policies,  and  other  actions  planned  or  being 
taken  by  the  Department  insofar  as  the  needs  of 
national  security  will  permit.  They  will  provide  a 
direct  means  of  communicating  consumer  response  to 
the  Department  and  a  responsive  return  channel. 
Additionally,  data  on  consumer  affairs  will  be 
collected  by  each  Military  Department  and  Defense 
Agency  and  evaluated  annually  as  part  of  the  ongoing 
effort  to  upgrade  their  programs  and  increase  the 
responsiveness  of  the  Department  of  Defense  to  the 
needs  of  its  consumers. 

Staff  Location 

The  Assistant  Secretary  of  Defense  (Manpower, 
Reserve  Affairs  and  Logistics)  is  responsible  for  and 
will  be  Advisor  to  the  Secretary  of  Defense  for 
consumer  affairs. 

Size  and  Resources 

As  Advisor,  the  Assistant  Secretary  for  Manpower, 
Reserve  Affairs  and  Logistics,  will  be  assisted  by  the 
Under  Secretaries  and  the  other  Assistant  Secretaries 
on  a  regular  basis  and  as  needed  to  fulfill  these 
functions  under  the  Executive  Order,  The  Consumer 
Affairs  Advisor  will  have  overall  responsibility  for 
coordinating  consumer  affairs  issues  arising  within 


any  component  of  the  Department  of  Defense.  The 
Advisor  will  participate  in  the  development  and 
review  of  all  Departmental  policies,  programs, 
legislation  and  rules  on  consumer  related  issues.  To 
ensure  that  the  Advisor  will  be  kept  fully  abreast  of 
consumer  activities  he  will  be  assisted  by  the  Director 
of  Economic  Adjustment,  DASD  (Energy,  Environment 
and  Safety),  DASD  (Supply,  Maintenance, 
Transportation  and  Services),  DASD  (Installations  and 
Housing),  DASD  (Program  Management),  DASD 
(Requirements,  Resources,  and  Analysis),  DASD 
(Equal  Opportunity),  DASD  (Civilian  Personnel 
Policy),  DASD  (Military  Personnel  Policy),  DASD 
(Reserve  Affairs)  and  the  Reserve  Forces  Policy  and 
Armed  Forces  Chaplains  Boards.  They  will  be 
responsible  for  keeping  the  Advisor  informed  on  all 
consumer-related  issues  in  their  areas  of  authority.  In 
addition,  they  will  systematically  report  to  the  Advisor 
on  a  semi-annual  basis  the  status  of  consumer  issues 
as  well  as  those  they  anticipate  may  develop  in  the 
future. 

Relationship  With  Military  Departments  and  Defense 
Agencies 

9 

Each  Military  Department  and  Defense  Agency  is 
responsible  for  developing  its  own  consumer  a^airs 
program  consistent  with  the  overall  program  of  the 
Secretary  of  Defense.  TTiey  will  continue  to  have 
primary  responsibility  for  addressing  consumer 
concerns  related  to  the  Military  Department  or 
Agency’s  activities.  To  implement  their  plans  and  to 
coordinate  consumer  related  activities  within  their 
Department  or  Agency,  they  will  establish  a  Consumer 
Affairs  Committee.  The  Consumer  Affairs  Committee 
shall  consist  of  one  person  designated  by  the  head  of 
each  major  organizational  directorate  of  the 
Department  or  Agency.  Such  designee  will  serve  as 
“Consumer  Affairs  Representative’’  and  shall  be  the 
person  with  responsibility  for  handling  public  inquiries 
and  complaints  and/or  programs  with  significant 
public  involvement  and/or  impact. 

Participation  in  Development  and  Review  of 
Department  or  Agency  Rules,  Policies,  Programs, 
and  Legislation 


1.  Notification  Procedure 

The  Consumer  Affairs  Representative  will  be 
notiBed  whenever  a  Directorate  of  the  Department  or 
Agency  is  considering  a  new  policy  or  program 
initiative  that  may  have  impact  on  consumers.  The 
Representative  shall  also  initiate  communications  at 
all  levels  within  the  Department  or  Agency  to  keep 
informed  about  all  rules,  policies,  programs  and 
legislation  under  consideration. 
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2.  Stage  at  Which  Participation  Begins 

The  Representative  may  participate  at  any  stage  of 
decisionmaking  to  the  extend  permitted  by  law  to 
facilitate  consideration  of  consumer  concerns. 

3.  Methods  of  Participation 

The  Representative  may  participate  in  whatever 
manner  is  deemed  appropriate. 

II.  CONSUMER  PARTICIPATION 
General 

The  Secretary  of  Defense  will  issue  a  statement 
supporting  direct  consumer  participation  in  early 
policy  and  program  development  in  appropriate 
matters.  He  will  direct  that  each  Military  Department 
and  Defense  Agency,  and  each  of  his  staff  elements, 
consider  the  viewpoint  of  consumers  in  matters  of 
consumer  concern.  To  implement  this  goal,  the  Advisor 
shall  consult  with  the  head  of  each  Military 
Department,  Defense  Agency,  and  staff  element  to 
consider  matters  appropriate  for  consumer 
participation.  The  Advisor  and  the  head  of  each 
Military  Department  and  Defense  Agency  shall  devise 
and  implement  a  plan  for  early  and  meaningful 
consumer  participation  in  such  matters.  Should  the 
Advisor  and  the  Department  or  Agency  head  disagree 
on  the  appropriateness  of  consumer  participation  or  of 
a  particular  form  of  consumer  participation  in  a  given 
matter,  the  Secretary  of  Defense  will  resolve  the 
question.  Consumer  participation  shall  begin  in 
designated  matters  at  the  policy  development  stage  or 
at  the  rule  or  legislative  drafting  stage. 

Avenues  of  Participation 

1.  The  Secretary  of  Defense  will  direct  all  Military 
Departments,  Defense  Agencies,  and  staff  elements  to 
give  full  consideration  in  the  course  of  decisionmaking 
to  concerns  or  consumers. 

2.  The  Department  will  maintain  a  calendar  of  all 
matters  issued  for  public  comment  with  the 
appropriate  closing  date  and,  through  its  Public  Affairs 
Office,  inform  interested  consumer  groups  that  such 
matters  are  pending  for  public  comment.  The  Advisor 
shall  compile  a  list  of  persons  interested  in  notification 
and  they  shall  be  placed  on  the  appropriate  mailing 
list. 

3.  A  public  forum  for  the  direct  expression  of 
consumer  views  on  Department  of  Defense  programs 
and  policies  will  be  provided  for  all  major  defense 
construction  and  base  realignments  or  closures  in 
accordance  with  statutes  governing  the  filing  of 
Environmental  Impact  Statements  and,  as  applicable, 
in  accordance  with  the  Coastal  Zone  Management  Act 
and  the  Intergovernment  Coordination  Act. 

4.  Unless  specifically  exempted  in  writing  by  the 
Secretary  of  Defense  or  the  head  of  a  Military 
Department  or  Defense  Agency,  a  consumer 


representative  body  will  be  established  for  each 
commissary  store,  military  exchange,  military  or 
civilian  employee  recreation  fund,  open  mess, 
membership  association,  common  support  services 
nonappropriated  fund  instrumentality  (NAFI),  and 
supplemental  mission  services  NAFI.  Each  consumer 
representative  body  will  be  constituted  to  ensure  that 
it  is  repsonsive  to  the  needs  of  the  personnel  served. 
Functions  will  include — but  not  be  limited  to — 
advising  management  on  product  selection;  adequacy 
of  service;  hours  of  operation;  consumer  education 
programs;  responsiveness  to  patron  requirements, 
suggestions,  or  complaints;  and  consumer  oversight 
and  evaluation. 

5.  The  Advisor  may  recommend  to  the  Military 
Departments  and  Defense  Agencies  or  to  the  Secretary 
of  Defense  other  appropriate  mechanisms  and 
opportunities  for  consumer  participation. 

6.  The  means  by  which  the  DoD  consumer 
participates  in  the  present  decision  process  will  also 
continue; 

(a)  The  Department  provides  opportunities  for 
consumers  to  express  their  views  in  the  field  and  at 
headquarters  levels  as  well  as  at  serveral  points  in  the 
Department  decision  making  process.  In  addition,  the 
Inspector  General  organizations  will  continue  to 
function  as  the  primary,  direct  means  of 
communication  between  the  consumer  and  the 
headquarters  commander. 

(b)  Civil  Works  Program. 

(1)  The  Secretary  of  the  Army  is  responsible  for  the 
Civil  Works  Program  as  administered  by  the  U.S. 

Corps  of  Engineers.  The  primary  purpose  of  the  Civil 
Works  Program  is  to  provide  benefits  to  the  American 
public  by  the  conservation  and  development  of  the 
Nation’s  water  resources.  The  Chief  of  Engineers  and 
principal  managers  throughout  the  program  participate 
in  natural  resources  and  public  policy  conferences  to 
keep  abreast  with  plans  and  programs  of  industry, 
nonprofit  organizations  and  consumer  groups.  When 
letters  to  the  Corps  indicate  an  issue  of  significant 
national  consumer  interest,  the  Office  of  the  Chief  of 
Engineers  holds  hearings  to  solicit  consumer  input  to 
the  policy  formulation  process.  When  an  area  of 
continuing  consumer  concern  is  identified,  an  advisory 
board  is  established  to  obtain  a  continuing  source  of 
input  from  consumer  representatives.  One  such  board 
is  the  Chief  of  Engineers  Environmental  Advisory 
Board,  composed  of  members  representing 
conservation  organizations,  the  news  media,  and  other 
consumer  interests.  The  boards  aid  the  Chief  of 
Engineers  in  defining  and  meeting  the  Corps’ 
obligations  and  responsibilities  in  environmental 
matters  and  in  promoting  mutual  understanding. 

(2)  At  local  district  offices  there  is  a  more  visible 
consumer  input  to  the  Civil  Works  Program.  Consumer 
input  is  solicited  by  a  variety  of  mechanisms. 

(i)  Public  meetings  are  conducted  by  the  Corps  at 
critical  decision-making  points  in  the  planning  process. 
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Meetings  are  held  to  obtain  input  from  the  consumer 
regarding  the  problems  and  need  for  a  study;  to  obtain 
consumer  reactions  to  proposed  alternative  solutions: 
and  to  obtain  consumer  reaction  on  the  plan. 

(ii)  The  following  mechanisms  are  established  to 
ensure  that  input  from  consumers  are  adequately 
solicited  and  evaluated: 

— A  consumer  involvement  program  is  developed  at 
the  beginning  of  a  study; 

— A  summary  of  consumer  involvement  program 
implementation  must  be  incorporated  in  planning 
reports; 

— A  requirement  that  testimony  presented  and 
discussions  held  at  public  meetings,  are  recorded 
verbatim  and  reviewed  in  the  evaluation  and  decision¬ 
making  process  by  a  district  office  and  higher 
echelons. 

(iii)  Mailing  lists  and  public  notices  are  maintained 
to  facilitate  this  consumer  education  process.  In 
addition,  there  is  wide  distribution  of  publications.  For 
example,  a  water  resource  booklet,  which  includes 
information  on  all  Corps  activities  in  a  State,  is 
prepared  for  each  State.  Pamphlets  on  all  of  its 
reservoir  recreation  areas  are  pubished.  Publications 
are  also  available  on  special  subjects  of  high  consumer 
interest.  Consumers  are  also  provided  with  flood-plain 
and  public  safety  information  and  training  sessions  are 

.  conducted  for  flood  emergencies.  A  catalog  of 
'  information  films  on  water  resources  and  related 
subjects  is  widely  distributed  and  the  films  are 
available  for  loan  upon  request.  And  each  Corps  office 
has  a  speakers  bureau  available  to  requesting  .  • 
consumer  groups. 

(c)  Environmental  Impact  and  Economic  Adjustment 
Assistance. 

(1)  Under  the  provisions  of  the  National 
Environmental  Policy  Act  (NEPA)  of  1969,  as  amended, 
and  as  implemented  by  DoD  Directive  6050.1,  each 
proposed  action  by  the  Department  of  Defense  must  be 
assessed  to  ascertain  its  enviommental  impact.  In  this 
assessment  process,  the  direct  impact  on  the  natural 
environment  is  considered,  as  well  as  secondary 
impacts,  such  as  traffic  patterns,  employment  and 
housing.  If  the  proposed  action  significantly  impacts 
the  quality  of  human  environment  or  if  it  is  anticipated 
to  be  environmentally  controversial,  then  an 
Environmental  Impact  Statement  (EIS)  is  prepared, 
and  public.  Federal,  State  and  local  comments  on  the 
proposal  solicited.  The  substantive  comments  received 
are  addressed  and  incorporated  into  a  final  impact 
statement  and  filed  with  the  Council  on  Enviommental 
Quality  (CEQ).  No  administrative  action  on  the 
proposal  is  taken  for  30  days  after  the  EIS  is  fried.  This 
provides  the  Environmental  Protection  Agency  an 
opportunity  to  fulfrll  its  statutory  requirements  under 
Section  309  of  the  Clean  Air  Act  of  1970.  Notice  of  the 
filing  of  both  the  draft  and  the  frnal  EIS  are  noted  in 
the  Federal  Register.  The  final  impact  statement 
accompanies  the  proposal  through  the  Military 
Departments  or  Agencies  review  process  so  that  the 


decision-maker  can  give  due  consideration  to  the 
environmental  impact  concurrent  with  technical, 
operational,  economic  and  other  factors  in  making  the 
frnal  decision. 

(2)  Whether  or  not  an  EIS  is  prepared,  if  individuals 
and  local  communities  are  adversely  affected  by  a 
DoD  decision  or  action,  assistance  is  provided  under 
the  Economic  Adjustment  Program,  DoD  Directive 
5410.12.  This  assistance  program  is  carried  out  under 
the  auspices  of  the  President’s  Economic  Adjustment 
Committee  which  is  chaired  by  the  Secretary  of 
Defense.  The  Committee  coordinates  the  use  of 
available  Federal  resources  to  help  impacted 
communities  generate  new  jobs  to  replace  those  lost. 

(i)  Employment  Impact 

The  effect  on  the  area’s  manpower  requires  the 
Committee  to  give  major  emphasis  to  the  needs  of  the  . 
affected  employees  in  transferring,  retiring,  retraining 
or  obtaining  placement  assistance  with  the  private 
sector.  The  Defense  Priority  Placement  Program,  DoD 
Directive  1400.20  provides  maximum  placement 
assistance  prior  to  and  subsequent  to  reduction-in¬ 
force  separations. 

(ii)  Housing  Impact 

— ^The  Homeowners  Assistance  Program,  DoD 
Directive  5100.54  assists  both  military  and  civilian 
employee  homeowners  by  reducing  loses  incident  to 
the  disposal  of  their  homes.  When  the  local  housing 
market  is  seriously  affected  by  closure  cutbacks  at 
military  installations,  employees  are  assisted  in 
disposing  of  their  residences  at  a  small  discount  from 
fair-maket  value. 

— In  addition  to  the  assistance  to  individual 
homeowners,  the  Committee  works  closely  with  the 
commimity  and  its  business  leaders  on  the  orderly 
acquisition  and  disposal  of  surplus  military  housing  at 
former  military  installations.  Close  coordination 
between  Federal  and  local  authorities  is  required  to 
assure  that  the  disposal  of  this  housing  does  not 
seriously  disrupt  the  local  housing  market. 

(iii)  Property  Impact 

— ^The  Committee  assists  communities  in  the 
conversion  of  former  DoD  bases  to  meet  public  needs 
and  job-generating  uses  such  as  industrial, 
educational,  health  and  transportation.  Disposition  of 
this  property  requires  cooperation  with  the  citizenry 
and  public  bodies  in  each  of  the  impacted  areas.  The 
focus  of  the  Committee  is  to  work  with  local  leaders 
and  citizens  on  developing  a  base-use  plan,  arranging 
interim  use  of  these  facilities,  and  facilitating  final 
conveyance  of  this  property  to  the  community. 

(iv)  School  Impact 

— ^The  Committee  works  with'  area  educators  to 
alleviate  the  impact  caused  by  the  relocation  of 
personnel  and  the  loss  of  Federal  education  assistance 
funds. 
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(v)  Small  Business  Impact 

— Many  small  business  firms  are  affected  by  these 
realignment  actions  as  a  result  of  their  subcontracts 
with  the  base  or  with  a  major  prime  contractor.  These 
include  firms  in  the  real  estate,  service,  construction, 
and  financial  sectors.  The  assistance  provided  through 
the  Committee  to  these  enterprises  is  directed  at  each 
of  the  individual  firms  and  the  peculiar  problems  these 
firms  face  in  diversifying  their  product  lines  and 
service  orientation. 

(iv)  Community  Impact 

— A  major  realignment  action  often  highlights  the 
need  to  address  specific  community  needs  that  may  be 
met  through  the  acquisition  of  surplus  base  property. 
Dependent  upon  the  size  and  character  of  the  base, 
various  parts  may  be  utilized  for  public  purposes  at 
much  less  cost  than  constructing  new  facilities. 

(d)  Dissemination  of  Scientific  and  Technical 
Information. 

— The  Department  of  Defense  conducts  a  broad 
program  of  research,  development,  test  and  evaluation. 
The  results  have  potential  for  use  by  the  private 
sector,  other  Government  agencies  and  State  and  local 
governments  in  the  solution  of  critical  domestic 
problems.  This  (unclassiHed)  information  is  made 
available  to  the  public  through  the  Department  of 
Commerce  clearing-house,  the  National  Technical 
Information  Service  (NTIS),  which  announces  and 
disseminates  this  information  to  the  general  public. 

(e)  Consumers  of  Goods  and  Service  Offered  in  DoD 
Activities.  i 

(1)  Inherent  in  the  military  establishment  are 
numerous  procedures  at  the  installation  level  which 
permit  individuals  to  initiate  views  regarding  their 
interest  as  consumers  of  goods  or  services  offered  by 
DoD-sponsored  activities.  It  is  here,  in  the  military 
community,  that  likes  and  dislikes  are  first  made 
known,  corrective  action  taken,  or  referral  to  higher 
levels  accomplished.  The  accessibility  of  local 
assistance,  however,  does  not  preclude  the  use  of 
other  available  channels  of  communications. 

(2)  Consumer  suggestions  and  comments  are 
analyzed  and  passed  from  advisory  groups  and  staff 
elements  to  the  appropriate  decision  level.  These 
suggestions  are  received  from: 

— Written  correspondence 

— Direct  contact  by  consumers  with  local  responsible 
officials 

— Consumer  participation  conferences 
— Consumer  advisory  groups 

— Inspectors  General  interview  and  complaint  systems 
— Sample  surveys 

— Military  community  service  organizations 
— ^In-store  interviews 
— Patron  purchase  panels 
— Suggestion  boxes 
— Customer  “Want”  slips 


(3)  Communications  to  Consumers  on  Issues  and 
Decisions.  Consumers  are  made  aware  of  issues  and 
pending  final  decisions  which  affect  them  through 
publication  in  the  Federal  Register ,  internally 
disseminated  information,  service  press,  local  press, 
and  legislative  releases.  Policies  are  promulgated  by 
such  means  as  directives,  regulations  and  instructions. 

(4)  Feedback  to  Consumers  About  Their  Comments. 
Written  comments  from  consumers  receive  a  direct 
reply.  Responsible  local  officials  respond  to  individual 
or  group  consumer  suggestions.  Moreover,  local 
commanders,  or  their  representatives,  participate  in 
on-base  consumer  group  activities,  such  as  personnel 
advisory  councils  and  clubs,  to  discuss  the 
development  and  status  of  consumer  suggestions  of 
general  interest. 

(5)  Consumer  Education.  There  is  a  continuing  effort 
to  educate  consumers.  Examples  include  commanders’ 
calls,  telephone  and  installation  newspapers, 
“hotlines,”  books,  pamphlets,  fact  sheets,  films,  and 
Armed  Forces  Radio  and  Television  programs 
overseas  where  topics  such  as  “best  buys,  open  dating, 
and  unit  pricing”  are  discussed. 

III.  INFORMATIONAL  MATERIALS 

Agency  Information  Services 

1.  Usefulness  of  Current  Material 

The  Department  has  publications  available  that 
provide  information  about  the  Department  or  areas  of 
public  concern. 

(a)  DoD  Directive  6050.1,  “Environmental  Effects  in 
the  United  States  of  DoD  Actions,”  July  30, 1979. 

(b)  DoD  Directive  5410.12,  “Economic  Adjustment 
Assistance  to  Defense-Impacted  Communities,”  April 
21. 1973. 

(c)  DoD  Directive  1400.20,  “DoD  Program  for 
Stability  of  Civilian  Employment,”  August  13, 1971, 

(d)  DoD  Directive  5100.54,  “Homeowners  Assistance 
Program.”  December  29, 1967. 

(e)  DoD  Directive  5400.9,  “Publication  of  Proposed 
and  Adopted  Regulations  Affecting  the  Public,” 
December  23, 1974. 

(f)  DoD  Directive  5400.7  “Availability  to  the  Public  of 
Department  of  Defense  Information,”  February  14, 

1975. 

(g)  DoD  Directive  1344.7,  “Personal  Commercial 
Affairs,”  July  1, 1969  governs  the  conduct  of  private 
solicitation  on  the  Department’s  installations  and 
prescribes  the  intent  of  the  Department  to  safeguard 
and  promote  the  welfare  and  interests  of  its  personnel 
as  consumers. 

(h)  DoD  Directive  1344.1,  “Solicitation  and  Sale  of 
Insurance  on  Department  of  Defense  Installations,” 
August  31, 1977  establishes  standards  of  conduct  in 
soliciting  and  selling  insurance  on  the  Department’s 
installations. 

(i)  DoD  Directive  1344.9,  “Indebtedness  of  Military 
Personnel,”  May  7, 1979  sets  forth  procedures  for 
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processing  claims  of  indebtedness  against  members  of 
the  Military  Services. 

(j)  DoD  Directive  1330.9,  “Armed  Services  Exchange 
Regulations,"  October  29, 1971,  establishes  patron 
eligiblity  and  presicribes  authorized  goods  and 
services. 

(k)  DoD  Directive  1330.17,  “Armed  Services 
Commissary  Store  Regulations,”  May  4, 1978 
establishes  patron  eligibility  and  prescribes  authorized 
goods  and  services. 

2.  Plans  for  Improvement 

The  Advisor  shall  review  the  Department’s 
informational  materials  and  make  recommendations 
for  improvement. 

The  Advisor  shall  consult  appropriate  governmental 
entities,  including  the  General  Services  Administration 
Consumer  Information  Center/Federal  Information 
Center,  regarding  methods  for  achieving  optimum 
distribution  of  the  Department’s  informational 
materials. 

The  Department  will  consider  distribution  of  the 
Consumer’s  Resource  Handbook  within  the 
Department  to  provide  guidance  on  handling  public 
inquiries  and  complaints. 

3.  Officials  Responsible  for  Consumer  Information 
Program 

The  Advisor,  together  with  his/her  permanent 
designees,  shall  review  current  informational  materials 
and  shall  provide  advice  regarding  the  preparation  of 
new  materials. 

Information  on  Agenda  of  Public  Meetings 

Explanatory  materials  for  consumer  meetings  of  the 
Department  shall  be  prepared  by  the  unit  involved 
with  appropriate  assistance  from  the  Advisor.  The 
materials  shall  describe  general  topics  of  concern  as 
well  as  the  date,  time,  place  and  format  for  the 
meeting.  They  shall  invite  suggestions  for  additional 
topics  to  be  addressed  at  the  meeting.  These  materials 
shall  be  made  available  through  the  Public  Affairs 
Office  and  shall  be  mailed  to  appropriate 
organizations  in  the  area  in  which  the  meeting  is  to 
take  place. 

IV.  EDUCATION  AND  TRAINING 

Areas  in  Which  Training  Provided 

Training  shall  be  provided  in  complaint  handling 
and  in  other  matters  the  Advisor  concludes  would  help 
implement  the  plan. 

Method  of  Education 

The  Secretary  of  Defense  will  advise  each 
Department  and  Agency  of  the  existence  of  the  final 
consumer  plan  and  of  their  responsibilities.  The 
Advisor  to  the  Secretary  of  Defense  shall  respond  to 
inquiries  about  the  plan  and  shall  assist  the 
Departments  and  Agencies  in  their  implementation. 


Specialized  Training  for  Consumer  Affairs  Personnel 

Departments  and  Agencies  shall  train  individuals  in 
complaint  handling  and  other  consumer  affairs 
responsibilities.  The  training  shall  cover  the  major 
consumer  resources  of  the  Department  and  other 
government  agencies,  courtesy  and  attitude  in 
responding  to  mail  and  telephoned  inquiries, 
guidelines  for  appropriate  responses  to  inquiries,  and 
disclosure  policies  regarding  pending  Departmental 
matters. 

The  Departments  and  Agencies  will  sponsor  the 
attendance  of  consumer  program  representatives  and 
others  at  training  sessions  provided  by  other  agencies 
as  may  be  appropriate. 

V.  COMPLAINT  HANDLING 

Agency  Interest  in  and  Methods  for  Filing 

The  Department’s  Public  Affairs  Office,  after 
consultation  with  the  Advisor,  shall  issue  press 
releases  containing  information  to  educate  consumers 
on  the  Department’s  mission  and  to  invite  information, 
comment  and  complaints.  The  releases  shall  specify 
the  offices  within  the  Department  to  which  written 
comments,  reports  and  complaints  should  be  directed. 

All  Department  of  Defense  Informational 
publications  shall  be  reviewed  by  the  Advisor  to 
consider  whether  revisions  are  appropriate,  to  indicate 
Departmental  receptivity  to  comments  and  complaints, 
and  to  designate  a  point  of  contact  within  the 
Department. 

Format  for  Logging  Complaints 

The  Advisor  shall  survey  the  Military  Departments, 
Defense  Agencies,  and  staff  elements  of  the  Office  of 
the  Secretary  of  Defense  to  determine  the  volume  and 
types  of  consumer  inquiries  received  and  the 
procedures  used  in  handling  inquiries.  The  Advisor 
shall  also  review  mailroom  and  telephone  switchboard 
procedures  to  insure  that  complaints  receive  timely, 
courteous  and  appropriate  responses,  and  that  the 
complaint  procedures  facilitate  the  gathering  of 
statistical  and  summary  information  for  analysis  by 
Departmental  officials.  The  Advisor  shall  direct 
Consumer  Program  Representatives  to  establish  a 
system,  categorizing  complaints  for  statistical  analysis. 


Standards  issued  by  the  Advisor  shall  seek  to  insure 
that  complaints  received  are  considered  promptly  and 
appropriately  by  officials  of  the  Department. 


Response  Procedure 

The  Advisor  shall  prepare  a  Consumer  Resource 
Handbook  for  Departmental  use  in  responding  to 
consumer  inquiries. 

Evaluation  of  Complaint  Handling  System 

After  issuing  and  implementing  standards,  the 
Advisor  shall  regularly  evaluate  the  results  of  the 
systems  and  the  promptness  and  quality  of  the 
Departmental  responses  to  consumer  inquiries. 


Investigation  and  Analysis 
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Statistical  Analysis 

The  Advisor  shall  prepare  an  annual  report  to  the 
Secretary  of  Defense  analyzing  the  complaints 
received  by  the  Department.  Tlie  Secretary  of  Defense 
and  heads  of  the  Military  Departments  and  Defense 
Agencies  shall  consider  the  patterns  of  complaints 
received  and  the  concerns  expressed  regarding 
Departmental  policies  and  practices.  Policy  changes 
will  be  made  as  needed. 

VI.  OVERSIGHT 

The  Assistant  Secretary  of  Defense  (Manpower, 
Reserve  Affairs  and  Logistics)  is  designated  as  the 
Consumer  Affairs  Advisor  (See  Section  I.)  The  Advisor 
shall  work  in  conjimction  with  designated  officials, 
throughout  the  Department  of  Defense,  as  articulated 
heretofore  in  this  Plan,  and  may  bring  to  the  direct 
attention  of  the  Secretary  of  Defense  any  matters 
relevant  to  a  unit’s  performance  under  this  Plan  for 
consideration  and  action.  In  addition  to  an  annual 
report  evaluating  the  status  of  this  program,  the 
Advisor  may  make  ad  hoc  assessments  as  deemed 
necessary  to  determine  the  effectiveness  of  various 
aspects  of  this  program. 

H.  E.  Lofdahl, 

Director,  Corres.  &  Directives,  Washington  Headquarters  Service, 
Department  of  Defense. 

January  30, 1980. 

[FR  Doc.  80-2597  Filed  2-1-80;  ft45  am] 
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